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Performance management is an important mean and method of management, and 
it is the core of human resources management. The Core function of Human 
Resources Management is to assess, control and improve the performance of staff. 
The establishment and improvement of staff performance management system can 
not only improve personal performance, but also enhance the core competitiveness 
of enterprises, and complete the strategic objectives of enterprises.  
  In this paper, the performance- appraisal system of the services positions of  
Xiamen Airlines Co., Ltd. is detailed and deeply  analyzed . After that, the 
performance -appraisal method which is  based on the key performance indicators 
and basic performance indicators is set up. By this method, the key performance 
indicators linked the corporation goals closely to the personal objectives of staffs, 
and more importantly, the basic performance indicators quantify, standardize and 
reasonably detail those subjective appraisal-indicators of the service positions, such 
as the work attitudes, behaviors and others, which are hard to quantify in the past. 
And totally on this basis, the author figures out a set of performance management 
system which contains the performance plans, implementation and management of 
performance, performance evaluation, performance feedback and the application of 
performance results of the application, in order to motivate staffs` positivistic and 
creativity, and upgrade their service standards, to meet the needs of the development 
of corporation strategy. 
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第一章  绪论 
 1
第一章 绪论 




中国改革开放从 1978 到 2008 年 30 年来，民航发展速度高于世界同期增长
指标三倍。中国民航的运输总周转量、旅客运输量和货邮运输量，年均增长率
分别为 17.5%、15.9%和 14.6%。在 2008 年，运输总周转量 376.8 亿吨公里、旅
客运输量 19251.2 万人和货邮运输量 407.6 万吨。截至 2008 年 12 月底，中国民
航运营的公共运输企业有 33 家，其中全货运公司 9 家。运输飞机在册 1259 架，
可提供座位 20 万个，定期航班航线 1532 条。① 
中国在 2001 年加入 WTO 后，根据协议中国民用航空市场将逐步对外资开







纷采取了大量购买飞机，以加大市场占有率。中国民用航空从 2001 年到 2008





                                                        
①














































































第二章  厦门航空有限公司旅客服务部绩效管理现状与问题 





的最大股东拥有 60%的股份，厦门建发集团有限公司拥有 40%的股份。 
     厦门航空总部设在厦门，目前在福州、杭州、晋江、南昌、天津设有分公
司，在境内外 40 多个大中城市设有营运基地、办事处和营业部。厦门航空选择
技术先进、清一色先进豪华的波音系列飞机构建机队，截至 2009 年六月拥有波
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